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E Wesley Community Homes Tenants’ Survey 
az. Dear Tenants Notice 
S} Come and Discuss Tenant Survey Results 


EXECUTIVE SUMMARY 


In the Spring of 1999, the Social Planning and Research Council of Hamilton-Wentworth, 
under contract with the Wesley Community Homes Board, completed a survey with tenants 
living at Wesley Community Homes. The purpose of this survey was to measure tenant 
satisfaction with existing services and to identify additional and future service needs. In- 
depth interviews were conducted with tenants living in the apartments and townhouses at 
195 Ferguson Ave North and the satellite (off-site) homes. Over half (56%) of all tenants 


were interviewed. 


During the interview, tenants were asked to rate their satisfaction with specific aspects of 
Wesley Community Homes. Overall, tenants reported high levels of satisfaction with living 
at Wesley Community Homes. This is evident from the number of tenants which rated their 


satisfaction as high. These ratings are summarized in the table below. 


Tenant Satisfaction with Different Aspects 
of Living at Wesley Community Homes 


| 


Aspect of Wesley Community Homes Percent who Rated Satisfaction as 


| 

High 

General Layout of the Building Ph 91% 

Happiness with Their Own Unit | 92% | 
“Cleanliness of the Building i 98% ~ 
“Safety Inside the Building | 93% 

| Safety Outside the Building ie 62% 

| Grounds Around the Building eZ 86% 

_ Management of the Building ~ | 86% 

Tenants’ Association i 74% 

| be 
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In addition to rating their satisfaction with different aspects of living at Wesley Community 


Homes, tenants were also asked to identify any concerns they had for each of the issues, as 


well as any suggestions they had to address their concerns. 


Many of the issues raised by the tenants emerged repeatedly throughout different sections 


of the survey, and in the open forum which was held with tenants to discuss the survey 
findings. Specifically, tenants repeatedly identified issues and concerns around the Wesley 
Drop-In Centre, Supportive Housing Services and the tensions between Wesley Urban 
Ministries and Wesley Community Homes. These should be considered as priority issues, as 
they were the most significant to tenants. These issues are briefly summarized below, for a 


more detailed discussion please refer to the full report. 


The Wesley Drop-In Centre 


Although never directly asked about, the drop-in was referred to in numerous sections of 


the survey. 


Concerns raised included: 

~ the occurrence of drop-in clients hanging around outside the drop-in 
~ the lack of cleanliness around the drop-in entrance 

- safety related issues 


While some tenants felt very strongly about the need to either move or close the drop-in, 


many of the tenants made comments which indicated an understanding of the need for the 


drop-in with constructive suggestions for improvement. 


Some of the more frequently occurring suggestions included: 

» changing the entrance to the drop-in 

~ strategies to decrease the occurrence of drop-in clients hanging around the outside of 
the drop-in entrance 

~ strategies to increase the cleanliness around the entrance 
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to 


During the open forum there was a lengthy discussion which revealed tenant frustration at 
being associated with the drop-in. It was clear that they would like to be managed by an 


organization "completely independent of Wesley Urban Ministries", "a change in name would 


be a good start". 


Supportive Housing Services 


Although there were some questions specifically related to Supportive Housing Services in 
the survey, issues tenants had about Supportive Housing Services also emerged through 
various sections of the survey. 

Issues most frequently identified include: 

> lack of understanding around the role of Supportive Housing Workers 


> inability to access Supportive Housing Services 
> sense that Supportive Housing Services are not optional 


Suggestions made to improve these issues included: 


> clarification of "who does what around here" 
> move the offices of Supportive Housing Services to a place where they are accessible 


Tensions 


Similar to the Wesley Drop-In Centre, tensions was not a topic which tenants were asked 
about during the survey. However, through different sections of the survey, tenants 
referred to tensions arising from what they perceived as conflicting agendas between 
Wesley Urban Ministries and Wesley Community Homes. Tenants at the open forum were 
quite adamant that they see themselves as completely separate from Wesley Urban 


Ministries. 


For each aspect of Wesley Community Homes discussed during tenant interviews, tenants 
identified specific issues and concerns as well as suggestions for addressing these issues and 
concerns. Please refer to the full report for a detailed summary of the survey findings. This 


report can be viewed by contacting the Wesley Community Homes Management Of fire. 
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INTERVIEWER’S NOTE 


The interviewer found that both the staff at Wesley Community Homes and Wesley Urban 
Ministries and all of the tenants contacted were very friendly and welcoming. Tenants were 
very thoughtful when completing the survey and for the most part, offered constructive and 
realistic suggestions in response to survey questions about what could be improved and how 


some of the identified issues could be solved. 


ee eee 
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1.0 INTRODUCTION 


In December 1998, representatives from the Management and Board of Directors of Wesley 
Community Homes approached the Social Planning and Research Council of Hamilton- 
Wentworth (SPRC) with an interest in better understanding the needs and perspectives of 
tenants residing in the 195 Ferguson North complex, townhomes, and associated satellite 
homes. By early July 1999, the SPRC, under contract with the Wesley Community Homes 
Board of Directors, completed interviews with over half of the Wesley tenants, and held an 


open forum with tenants to share and discuss preliminary findings. 


This piece of research was developed with the following three goals in mind: 


O to measure tenant satisfaction with existing services; 
D identify additional and future service needs; 


> provide a detailed and up-to date profile of the tenant population. 


In-depth interviews conducted with tenants were designed to gauge their satisfaction with 
specific aspects of Wesley Community Homes, including the building and grounds, safety in 
and around the buildings, the management of the building, and the Tenants’ Association. 
Tenants were also asked to comment on their experience with Supportive Housing Services, 


as well as other services offered through Wesley Urban Ministries. 


Where there were concerns about any aspect of Wesley Community Homes, tenants were 
asked to provide suggestions on how their concerns might be addressed, or how conditions 
might be improved. Tenants provided a range of suggestions to address specific concerns 


which are summarized in the body of the report. 


The report provides an overview of the methods used to collect and analyze information 

from the tenants. Findings from each section of the survey, as well as the open forum, are 
summarized in separate sections of the report. The report is concluded with a discussion 
section, which summarizes our general findings, and highlights what we consider to be the 


priority issues identified by tenants. 
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2.0 METHODOLOGY 


The primary methodology used for this study was face to face interviews, using a semi- 
structured survey comprised of both closed and open-ended questions (Appendix 1). 
The secondary methodology used was an open forum (member check) to provide tenants with 


an opportunity to discuss and clarify our interpretation of the findings. 


The contact strategy differed slightly based on the type of housing. Due to the secure 
nature of the building, a photograph of the interviewer along with a copy of the survey was 
posted on bulletin boards throughout the building in order to familiarize tenants with the 
interviewer. A note introducing both the survey and the interviewer (Appendix 2) was placed 


under each tenants’ door prior to their being contacted to participate in the survey. 


Attempts were then made to contact the tenants by knocking on their door. A minimum of 
three attempts were made to contact tenants for participation in the survey. These 
attempts were made on different days at varied times. For the majority of instances, five to 


seven attempts were made to contact tenants. 


If a tenant could not be contacted, a copy of the survey along with a covering letter and an 
envelope marked with the interviewer's name and stamped “Confidential” was placed at the 


tenant's door. 


The covering letter asked the tenant to complete the survey, seal if in the envelope and 
place it in the suggestion box in the front lobby. The letter provided tenants with the name 
of a contact person and a phone number to call if they had any questions. This last attempt 


to obtain participation was only successful in three cases. 
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The contact strategy was very similar for tenants living in the townhouses. A more detailed 
note was used as these tenants were not likely to have seen the photograph and survey 
posted in the building. When tenants could not be contacted, surveys were again left witha 
covering letter and note. However, tenants living in the townhouses would need to buzz 
through to staff to access the lobby where the suggestion box is, which may have been a 


deterrent. 


For the tenants living in shared accommodation in the five satellite homes, a personalized 
letter was dropped into their mailbox. The letter introduced the survey and provided them 
with three different times when the interviewer would be attempting to contact them to 


complete the survey. 


Quantitative data from the survey was analyzed using the Statistical Package for the Social 
Sciences (SPSS). The qualitative data was aggregated from all of the surveys and then 
analyzed by themes. Themes which emerged frequently throughout the entire data set were 


identified as priority issues and are referred to as such in the body of the report. 


All data was analyzed across the entire data set (all three housing types) and by individual 
housing type. Findings are presented for the whole data set with issues specific to 


townhouses and/or satellite homes being defined as such when reported. 


Tenants with language barriers were contacted by interpreters which provided them with 
the opportunity to take part in the survey using their home language. The data from the 
interviews done with the assistance of interpreters showed no noticeable differences and 


therefore was not separated for analysis and report writing. 
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3.0 SUMMARY OF SAMPLE 


Wesley Community Homes offers three different types of housing: single unit apartments, 
family townhouses and shared accommodations in satellite homes (homes not on the same 
property as the apartment complex and townhouses). The contact strategy used for this 
survey was to contact one person per unit. A unit was defined as an individual apartment in 


the building complex, a townhouse unit and an individual tenant in the satellite homes. 


A minimum of three attempts was made to contact tenants to participate in the survey. 
Table 1 below summarizes the number of tenants who completed the survey, the number of 


tenants who refused to complete the survey and the number of clients who could not be 


contacted. 
Table 1: Survey Responses by Housing Type 

Apartment Townhouses Shared Accommodation 
Units (58) (28) (11 tenants) 

Completed 55% 46% spade 

0 
Not Able To a4 39% 18% 
Contact 


A total of 54 tenants were interviewed, with an overall response rate of 56% 
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4.0 PROFILE OF TENANTS LIVING IN 
WESLEY COMMUNITY HOMES 


Based on information provided by both Supportive Housing Services and Management of 
Wesley Community Homes, we are able to provide the following profile of all tenants living at 


Wesley Community Homes. 


The average age of an adult tenant (over 18 years of age) living at Wesley Community Homes 
is 32 years. Nearly two-thirds (61%) of the tenants are male, with 39% of the tenants being 


female. 


The average number of tenants (including children) living ina townhouse is 5. There are 55 
children (age 18 years or younger) living in the townhouses. The average age of a child living 


in the townhouses is 8.5 years. 


The most prevalent sources of income for tenants are social assistance benefits and 


disability. All sources of income are summarized below in Table 2. 


Table 2: Source of Tenant Income 


| Social Assistance Benefits | 16% 
Disability | 53% 
Employment Income 18% 
Employment Income & Social Assistance 10% 
Student Loan (OSAP) @) 
Student Loan (OSAP) & Social @) 

_ Assistance 
Canada Pension & Disability 2.4% 
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5.0 PROFILE OF TENANTS INTERVIEWED 


Tenants who were interviewed ranged in age from 25 years to 64 years, with the average 


age being 42 years. Over two-thirds (69%) of the tenants interviewed were male. 


The average length of time tenants had lived at Wesley Community Homes was 2.6 years. 
The most frequent amount of time tenants had lived at Wesley Community Homes was since 


it opened (36 months). 


The most prevalent sources of income for tenants were social assistance benefits and 


disability. All sources of tenant income are summarized below in Table 3. 


Table 3: Source of Income for Tenants Interviewed 


15% 


Student Loan (OSAP) 2h 
Student Loan (OSAP) & Social | 

| Assistance | a7 oll 
Canada Pension & Disability 2h 


5.1 Comparing the Survey Sample to the Tenant Profile 


The gender distribution among the survey sample was very similar to that of the tenant 
profile, with 69% of tenants interviewed being male and 61% of the entire tenant profile was 


male. 


The age distribution in the survey sample was similar to that of the tenant profile, with the 
average adult age of those interviewed being 42 years and the average adult age for the 


entire tenant profile being 32 years. 
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Source of income among tenants interviewed was very representative of the source of 
income in the tenant profile. If the Ontario Disability Support Plan and Social Assistance 
Benefits categories are collapsed, the source of income among the tenants surveyed is 


almost identical to that in the profile. 


Lo A Note On The Scales Used In The Survey 


For many of the questions, tenants were asked to rate their satisfaction using a five-point 
scale with two defined endpoints. For example, a scale of 1 to 5 where 1=very unsatisfied and 
5=very satisfied. For all scales, high values indicate greater satisfaction. The findings from 
the scales are reported in two ways: (a) in graphs which show the number of responses for 
each value on the scale across the entire data set and (b) in tables which give the 
percentage of respondents who rated their satisfaction as: high (a score of 4 or 5), neutral 
(a score of 3) or low (a score of 1 or 2) both across the entire data set and by housing type. 
After tenants had rated their satisfaction with a component of the survey, they were asked 
to identify areas which they felt needed to be improved and any suggestions they had for 


improving them. 
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6.0 GENERAL LAYOUT OF THE BUILDING 


All of the tenants interviewed were asked to comment on the general layout of the building 


in which they lived. The question as read to the tenants was: 


On a scale from 1 to 5, 1 being not happy and 5 being very happy, how happy are you 
with the general layout of the building? (Including things like the location of common 
rooms, laundry rooms, offices, exits, entrances, the front lobby, the garage, or any 


other part of the building). 


Figure 1:Tenant Satisfaction with 


the General Layout of the Building 


1 - Not Happy 5 - Very Happy 
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Table 4: Tenant Satisfaction - General Layout of the Building 


if 


| | Overall Apartments Townhouses | Satellite 

| uy i ____ Homes =a 
| High 91% 88% 92% 100% 
_Satisfaction | | 

_ Neutral | 9% [12% __ 8% @ 

Low 0 0 | 0 0 

| Satisfaction | ae | 


After rating their satisfaction with the general layout of the building, tenants were asked: 
Are there certain parts of the building that could be made better? If yes, which parts 


could be made better? How could they be made better? 


31% of the all the tenants surveyed indicated that some parts of the building could be made 
better in terms of layout. By housing type the number of tenants who indicated that some 
parts of the building could be improved was 38% for the apartments, 23% for the 


townhouses and 22% for the satellite homes. 


The areas most often identified were: 
7 smoking room 
- the drop-in 


- the front walkway. 


Smoking Room - some tenants were not pleased that the recreation room by the laundry 


room had been turned into a smoking room. 


Suggestions: 


- installa proper ventilation unit to eliminate the smoke and odour 
- make it a non-smoking room 
~ increase the number of smoking rooms in the building. 


a fF fF TF TO 13 
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Drop-In - concerns were voiced about the people who hang around outside the drop-in 
entrance, tenants reported that it is intimidating for both tenants and their guests. Tenants 
explained that people hanging around outside the drop-in often say things to people walking 


by and that their garbage often blows around the apartment building entrance. 


Suggestions: 


~ Eliminate the drop-in & replace it with housing for people who need it 
~ Create a completely separate entrance for the drop-in 

> Implement and enforce a policy of no loitering in front of the drop-in 
~ Have the garbage outside the drop-in cleaned up more often 


Front Entranceway - there is no place for tenants to gather so they use the doorway. There 


is also a high step which prevents the use of scooter and wheelchairs. 


Suggestions: 


> There should be a common room near the entranceway for tenants 
- Put aramp at the front walk for access by people with walkers & wheelchairs 
~ Close the walk between the Property Manager's office window and the drop-in 


Other suggestions which were made less frequently include: 


~ Joining up all of the rooms and units to the central air conditioning even if 
tenants pay monthly to defray the cost 

r Having 3 x 5 garden plots available for tenants who would like to use them, even 
if tenants had to pay a minimal amount to defray the cost 

-  Theneed to ensure that the parking lot at the back of 195 Ferguson is used only 
by visitors to Wesley Community Homes (it was suggested when there are 
meetings or events, the Drop-In is to have someone out there re-directing the 
traffic elsewhere, possibly into the parking garage as 1s done for board 
meetings) 

> Install a camera in the laundry room to encourage tenants to clean up after 
themselves 

~ Ensure that trucks making deliveries do not block the wheelchair ramp at the 
rear of the building 
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A few issues raised were specific to the tenants living in the townhouses: 


- Would like a basement 
~ The garage not needed, basements should have a rec room 


Two of the tenants in one of the satellite houses suggested converting a very small room 
which is not being rented into more useful space. They had a few ideas on what could be 
done with this room including: enlarging the bathroom, moving the laundry upstairs and 


installing shelving in the room for storage. 
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7.0 TENANT SATISFACTION WITH THEIR OWN UNIT 


Tenants living in both the apartments and the satellite houses were asked how happy they 
were with their own unit. Tenants living in the townhouses were not asked this question as 


their building is their unit. The question was worded as follows: 


On a scale from 1 to 5, 1 being not happy and 5 being very happy, how happy are you 
with your own unit? (note that this question was not asked to tenants living in the 


townhouses where their building is also their unit) 


Figure 2: Tenant Satisfaction with Their Own Unit 


1 - Not Happy 5 - Very Happy 


Table 5: Tenant Satisfaction With Their Own Unit 


‘| Overall Apartments | Satellite Homes 
High Satisfaction 92% 94% 80% 
“Neutral | 2% ke 0 
Low Satisfaction 6% 376 | 20% 
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After rating their satisfaction with their unit, tenants were asked: 
Are there certain things that could be made better? If yes, which things could be 


made better and how could they be made better? 


46% of respondents (47% in the apartments and 20% in the satellite homes) said there were 


certain things about their own unit that could be made better, including: 


~ central air conditioning in all rooms and units or window air conditioning 

+ allowing window air conditioners in the living room to decrease the noise from the air 
conditioner on the balcony and to permit more efficient cooling of units 

y parking lot needs to be restricted to visitors to Wesley Community Homes 

~ better quality paint in the units that doesn't show every mark 

> installation of grab bars in the bathroom 

> installation of shelving in closets 

~ more space (another bedroom) 

~ screen doors on the balcony to permit better air circulation 

> installation of emergency lights in units to provide lighting when the power goes out 

> yearly cleaning of balconies 
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8.0 CLEANLINESS OF THE BUILDING 


Tenants living in the apartments and the townhouses were asked to rate the cleanliness of 
their building. This question was not asked of tenants who lived in satellite homes as they 


are responsible for cleaning their homes. The question as read to the tenants was: 


On a scale of 1 to 5, 1 being not happy and 5 being very happy, how happy are you 
with how clean the building is? (note that this question was not asked to tenants living 
in shared accommodations who are responsible for cleaning their building both inside and 


outside). 


Figure 3: Tenant Satisfaction with How Clean the Building Is 


1 - Not 
Satisfied Satisfied 


Table 6: Tenant Satisfaction with How Clean the Building Is 


Overall Apartments Townhouses 
High Satisfaction 98% 97% 100% ; 
Neutral | 2% %o 0 
| Low Satisfaction | 0 | O 10 
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After rating their satisfaction with the cleanliness of the building, tenants were asked: 
Are there certain parts of the building that could be kept cleaner? If yes, which areas 


could be kept cleaner? 


29% of all tenants surveyed (31% in the apartments and 5% in the townhouses) said there 


were areas of the building that could be kept cleaner. These include: 


- drop-in centre (putting more ashtrays out in front of the drop-in centre) 

- garbage room (stench) 

> laundry room (cleaning the lint traps more often) 

> parking garage (install a fan which kicks in when carbon monoxide levels become high) 
second floor bathrooms 

> would like to be able to use the stairs 
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9.0 SAFETY OF BUILDING 


9.1 Inside The Building 


All tenants were asked about how safe they felt when they are inside the building in which 
they live. The question which was asked during the interview was: 
Ona scale of 1 to 5, 1 being not safe and 5 being very safe, how safe do you feel 


when you are inside the building? 


Figure 4: Tenant Rating of Safety Inside the Building 


1 - Not Safe 5 - Very Safe 


Table 7: Tenant Satisfaction Rating of Safety Inside the Buildin 


"Overall _ Apartments Townhouses _ Satellite | 
High 93% 88% 100% "100% | 
Satisfaction f | | | 
Neutral laoive 6% | O ie 
Low | 3.5% 6% 0 O | 


i 


Satisfaction 
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After rating their feeling of safety inside the building, tenants were asked: 


Are there certain parts of the building where you sometimes don't feel safe? If yes, 


which parts? And how could they be made safer? 


30% of all respondents said there were certain parts of the building where they sometimes 


didn't feel safe. The percentages by housing type which said there were certain parts of the 


building where they sometimes don't feel safe were: 42% in the apartments, 23% in the 


tonwhouses and 0% in the satellite. Areas identified by tenants include: 


> drop-in 

> elevator 

> fear of fire/gas explosion 
~ laundry room 

~ second floor 


Suggestions: 


Fr 


re-locate the drop-in 

encourage drop-in clients to stay inside the drop-in instead of hanging around 
outside 

laundry room should be accessible only with a security card 

block off the entrance to the drop-in on the second floor so that there is no access 


from the drop-in (including the chapel) 


An issue identified specific to the tenants living in the townhouses was the window on the 


front door, it was suggested that it should either be eliminated or made smaller. 
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9.2 Safety Outside The Building 


All of the tenants were asked to rate how safe they fcit when they were outside the 


building in which they lived. The question as read to the tenants was: 


On a scale of 1 to 5, 1 being not safe and 5 being very safe, how safe do you feel 


when you are outside the building? 


Figure 5: Tenant Rating of Safety Outside the Building 


1 - Not Safe 5 - Very Safe 


Table 8: Tenant Satisfaction Rating of Safety Outside the Buildin 


| Overall | Apartments | Townhouses Satellite 
| | Homes 
High | 62% | 58% | 62% 787 
Satisfaction | | 
Neutral 26% 26% | 31% 22. 
Low Cre | 16% AP 0 
| Satisfaction | - | 
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After rating their feelings of safety outside the building, tenants were asked: 
Are there certain areas around the building that could be improved? If yes, which 


areas? And how could they be improved? 


53% of tenants surveyed said there were areas outside the building where they sometimes 
did not feel safe. 48% of tenants surveyed in the apartment, 69% of tenants living in the 
townhouses and 44% in the satellite homes identified areas where they sometimes don't feel 


safe. The two most frequently mentioned areas were the Drop-In Centre and the playground. 


Drop-in Centre - many of the tenants voiced their concern about clients at the drop-in who 
“yell and scream" and “curse and swear" as people walk by. A few tenants raised concerns 


about having the drop-in clients so close to children living at Wesley Community Homes. 


One tenant noted, often clients from the drop -in “come and sleep on the lawns and the 


children who live here don't need to see that". 


Suggestions: 


r Eliminate the drop-in 

~ Have a security guard to help out with the drop-in 

- Prevent the drop-in clients from hanging around outside 

- Limit the number of people who hang around outside the drop-in 
- Enforce the rules and security at the drop-in 


Playground Area - some tenants referred to the trees which surround the playgrcund as an 
area which could be made safer. 
Suggestions: 


- Increase the lighting in this area 
- Increase the patrolling of this area by security 


i) 
oy) 
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An issue identified by one tenant living in the building was a safety concern related to the 
number of children who play near the garage door and driveway. This tenant suggested that 
the Supportive Housing Services Workers could work ‘ore with parents and children to 


improve this situation. 


An issue specific to tenants living in the townhouses was their open backyards, a few tenants 
suggested enclosing the backyards to increase privacy and potentially decrease the number 


of things which are stolen from the backyards. 
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10.0 GROUNDS AROUND THE BUILDING 


Tenants surveyed were asked to comment on the grounds around the building. The question 


as read to the tenants was: 


On a scale from 1 to 5, 1 being not happy and 5 being very happy, how happy are you 


with the grounds around the building? 


Figure 6: Tenant Satisfaction with the Grounds Around the Building 


1 - Not Happy 5 - Very Happy 


Table 9: Tenant Satisfaction with Grounds Around the Buildin 


| Overall | Apartments | Townhouses Satellite 
| il | Homes 
High 86% | 90% 100% 33% | 
Satisfaction | | | | 
_ Neutral 10% I 6% 0 50% | 


Low | 4% | 3% 0 a 
| Satisfaction | 


| 
| 
ays | 
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After rating their satisfaction with the grounds around the building, tenants were asked: 
Are there certain areas around the building that could be improved? If yes, which 


areas? And How could they be improved? 


31% of survey respondents said that there were certain areas around the building that could 


be improved (32% in the apartments, 18% in the townhouses and 50% in the satellite homes): 


>» drop-in (cleanliness) 

» backyards for the townhouses (enclose for privacy) 
~ clean up more of the cigarette butts around building 
~ put seating at front of building for people to sit on 
> playground could be enlarged for the children 
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11.0 MANAGEMENT 


All of the tenants were asked to rate how well they thought the building was managed. The 


wording of this question was as follows: 


Ona scale of 1 to 5, 1 being not very well and 5 being very well, how well do you think 


the building is run? 


Figure 7: Tenant Satisfaction with How Well Things Are Run 


5 - Very Well 


Table 10: Tenant Satisfaction with How Well Things are Run 


| Overall Apartments Townhouses _ Satellite 
| | _ Homes | 
High 86% 90% | 85% eee | 
Satisfaction | | | | 
Neutral 8% ee Pay. 11% | 
Low 6% 3% 7 5%, ( 
| Satisfaction ft | | 
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After rating how well they believed things were run, tenants were asked: 
Are there certain things that might be run better? If yes, which things might be run 


better? How could they be improved? 


24% of survey respondents identified things that might be run better (31% in the 


apartments, 7% in the townhouses and 22% in the satellite homes). 


The most frequently identified issue was the Supportive Housing Services. While we 
expected to gather information on Supportive Housing Services under a different section of 
our survey, this is an example of how issues overlap throughout various sections of the 


survey. 


Supportive Housing Services 


» Concern over recent hiring of more Supportive Housing Services Workers - was it based 


on need? 
~ Desire for services to be optional so that tenants “do not have to report to a worker" 
~ Always get voicemail when phoning, often calls aren't returned, thinks calls are screened 


Suggestions: 


» Better communication about what Supportive Housing Services Workers do 

~ More opportunity for tenants to participate in decision making around what services 
are provided by Supportive Housing Services Workers 

~ Have the Supportive Housing Services Workers in the chapel so that they are more 
accessible 

~ Supportive Housing Services Workers should answer the phone and return messages 
promptly 


Another issue which was identified less frequently was a general management issue around 
the time it takes for a response when an issue is brought to management “because of red 


tape". The suggestion made to improve this was to develop a system to allow for quicker 


replies. 
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12.0 TENANTS’ ASSOCIATION 


During the course of the interviewing the existing Tenants’ Association disbanded and a new 
one was in the formative stages, the interviewer asked tenants to comment on the Tenants’ 
association which had existed at the beginning of the interviews when answering these 


questions to ensure consistency. 


Tenants living in the apartments and townhouses were asked if they attended the 
Tenants’ Association Meetings. Tenants living in the satellite homes were not asked 
questions about the Tenants’ Association as this service is not available to them. 
Exactly half (50%) of the tenants asked indicated that they did attend the Tenants’ 


Association Meetings while 50% indicated they did not attend the meetings. 


Tenants who responded “no” were asked “why not?" 
They offered the following reasons: 


~ Never been invited 

~ Townhomes/satellite homes didn't know if they were part of it 

~ Not interested 

- Too busy 

~ Language barrier 

- You can't smoke at the meetings 

~ They manage well enough on their own 

, Finds it is repetitive, doesn't feel much gets accomplished 

~ Find the people are discriminatory and there are personal attacks made on tenants 


Tenants living in the apartments and townhouses were asked how good they felt the Tenants’ 
Association was at helping them with their issues and concerns. The question as read to the 


tenants was: 


Ona scale of 1 to 5, 1 being not good and 5 being very good, how good do you feel 


the Tenants’ Association is at helping tenants with their issues and concerns? 


29) 
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Figure 8: Tenant Satisfaction with How Good the Tenants’ 
Association is at Helping Tenants' With Their Issues and Concerns 


1 - Not Good 5 - Very Good 


Table 11: Tenant Satisfaction with How Good the Tenants' Association 


is at Helping Tenants' With Their Issues and Concerns 


| ~ | Overall | Apartments Townhouses 

| a | 

| High 74% | 617 Pile 
Satisfaction | — 
' Neutral ee | 19% 0 | 


“Low 23% 19% 22% 
Satisfaction | 


] 
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After rating their satisfaction with how good the Tenants’ Association is at helping tenants 
with their issues and concerns, tenants were asked: 
Are there certain things about the Tenants’ Association that could be made better? 


If yes, what things could be made better? How could they be made better? 


44% of tenants interviewed said there were things about the Tenants’ Association that could 


be made better (48% apartment, 29% townhouses). 


Things mentioned include: 


> be totally independent from both Wesley Urban Ministries and Wesley Community 
Homes 

> stop personal attacks on people and focus on business of Tenants’ Association 

» be more tenant oriented 

~ be more honest 

> senda tenant representative to community forums (e.g. Plastimet town hall meetings) 

~ get rid of it 

~ have more tenants involved 

, provide better notice of meetings 
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13.0) SUPPORT SERVICES OFFERED AT 
THE WESLEY DROP-IN 


Tenants were asked to indicate if they knew about the support services and, if they 


knew about the service whether or not they had used the service. 


The findings are presented in two tables, Table 12: Tenant Awareness of Drop-In Services 


and Table 13: Utilization of Drop-In Services by Tenants. 


Table 12: Awareness of Services 


Service Overall Apartments Townhouses Satellite 
me 40 | | Homes 
Clothing Store | 72% 84% Se 88 | 77% Dai 
Street Health | 69% | 78% 46% 66% 
| Centre ‘v — | | | 
_ Sunday 66% 78% 46% 55% | 
Service = | 4 | 
| Sunday Dinner | 67% 69% | 62% | 66% | 
Emergency | 63% 57% | 62% 88% 
Meals [ | Z| | 
| Emergency 54% 50% | 54% Ue 
| Service | | | 
| Workers L | 
Telephone 55% 65% 1D Vide 
Service | | [ 
Haircutting | 50% 63% 23% 44%, 
Service | 
Reading | 31% 28% 31% 44%, 
_ Program i" | 
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After being asked if they were aware of a service offered at the drop-in, tenants were 


asked if they used the service regularly, occasionally or never. 


There was no definition developed for how many times would be considered regular versus 
how many times would be considered occasional, this would depend on the service itself (e.g. 
the Christmas store would only be used once a year where as Sunday dinner could be 


attended every week). 


For the most part the terms “use regularly" and "use occasionally" were left to the tenants 
to define. Many of the responses recorded under occasional represent incidents where the 


tenant said they had used the service once or twice. 


Table 13: Utilization of Drop-In Services by All Tenants 


Service Use Regularly Use Occasionally | Never Use 
| Sunday Dinner 17% 40% 43% 


Street Health 6% 47% 47% 
Clothing Store _| 8% 
Emergency Meals | 0% 


Telephone Service | 9% 23% 67% 


Haircutting 0% 24% 76% 
| Service pee 12 

Sunday Service 11% 22% 67% = Fi 

Reading Program | 0% 9% ee | 
| Emergency | 6% 9% | 85% eae 
| Service Workers | 


iy) 
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14.0 OFF-SITE PROGRAMS 


Tenants were asked if they knew about two off-site programs, and how often they had 


used them. 


These findings are reported in the table below. 


Table 14: Tenant Awareness and Utilization of Off-Site Programs 


Program Aware Use it Use it Never Use It 
Regular! Occasionall 


Kirkendale- 17% 0% 0% 100% 
Strathcona 

Multicultural 

Program 


Christmas 67% 22h 337 44 we 
Store 
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15.0 PROGRAMS OFFERED THROUGH 
SUPPORTIVE HOUSING SERVICES 


Tenants were asked if they knew about two programs offered through Supportive 


Housing Services and if they knew about the program, how often they use them. 


The findings are presented below in Table 15. 


Table 15: Tenant Awareness and Utilization of Programs Offered 


Through Supportive Housing Services 


Program ally Use it Use it Never Use It 
aia oie Occasionall 


Emergency 63% 0% 21% 79% 
Bus Ticket 
Program 


47% 3% 
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16.0 THINGS TENANTS SOMETIMES HAVE TROUBLE 
DOING ON THEIR OWN 


One of the survey questions asked tenants if there were certain things they sometimes had 


trouble doing on their own. The question as read to tenants during the interview was: 


Are there certain things that you sometimes have trouble doing on your own? If yes, 


what kinds of things? 


34% of respondents (44% in the apartments, 8% in the townhouses and 33% in the satellite 
homes) said that there were certain things they sometimes had trouble doing on their own. 


The kinds of things identified were: 


» cooking 
~ cleaning 
- bathing 


7 managing money 
~ reading and writing 
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17.0 SUPPORTIVE HOUSING SERVICES 


All tenants surveyed were asked about the Supportive Housing Services. The wording of the 


question was as follows: 


Each tenant has access to Supportive Housing Services . How often do you use Supportive 


Housing Services, regularly, occasionally, or never? 


The findings from this question are presented in Table 16. 


Table 16: Tenant Utilization of Supportive Housing Services 


Satellite 
Homes 


Overall Townhouses 


Apartments 


| 13% | Tae 
57% 46% 


Tenants who said “never” were asked “Why Not?” 


~ Don't need them 
~ Don't know what they do 
> Find they are inexperienced, don't tell you about what opportunities there are out there 


~ Different ones, lots of changeover 
> Should go to management with problems, Supportive Housing Services Workers invade 


privacy 
All of the tenants surveyed were asked: 
What is important to you about Supportive Housing Services? 


A number of tenants said that there was nothing that was important to them about 
Supportive Housing Services . 


The Social Planning & Research Council of Hamilton Wentworth 
Tenants Survey - Wesley Community Homes - Spring 1999 


Things identified by other tenants as being important to them about Supportive Housing 
Services were: 


»~ Idea of knowing they are there if you need them 

- Important to have someone to talk to 

yr They provide referrals to other community agencies 
~ Concrete help (resumes, faxing, unpacking) 


17.1 Tenant Involvement In Other Services 


All tenants interviewed were asked about their involvement in programs and services outside 


of Wesley Community Homes. The question asked to the tenants was: 


Are you currently involved in any programs or services outside of Wesley Community 


Homes and the Wesley Centre? If yes, which programs and services? 


35% of tenants surveyed said yes. 


Services identified by tenants include: 
Mental Health Services 


- Hamilton Program for Schizophrenics 

- Wellington Psychiatric Outreach Program 

~ Canadian Mental Health Association 

~ Macina Lodge at Hamilton Psychiatric Hospital 
~ First Place Schizophrenic Services 

- Behaviour Rehab Therapy at Chedoke 

- Outpatient programs at St. Joseph's Hospital 
- Rainbow Centre (works there) 


The Social Planning & Research Council of Hamilton Wentworth 
Tenants Survey - Wesley Community Homes - Spring 1999 


Other Services 


~ Helping Hands (Ontario Works) 

~ Alcoholics Anonymous 

, Phoenix Place (tenant volunteers here, housing for abused women) 
~ Children's Aid Society (tenant volunteers there) 
~ YWCA 

- R.E.N.A. group in Toronto 

- Woodview Manor on the mountain 

- Hamilton Association for Community Living 

~ United Disabled Consumers 

~ Disabled People for Employment 

~ Equity Human Rights Group 

y Political Party 

~ United Way (tenant volunteers there) 

~ Marty Carl Centre 


Recreational Services 


~ bowling league 

~ Library 

~ Kiwanis Club (swimming and potluck dinners) 
~ Euchre (at the Transit Union) 

~ Snooker (at the Legion) 

y “SOCCer 
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18.0 LIFE IMPROVEMENTS 


During the interview, tenants were asked if their life had improved since they moved into 


Wesley Community Homes. The question which was asked was: 


Would you say your life has improved since you moved in? 
81% of respondents said yes. 
These tenants were then asked: In What Ways? 


More freedom/independence 

Better standard of living 

More stability/feel safe 

More opportunities to meet people 

> Can get a meal on Sunday and go to church 
» More access to agencies 


N/a 


94% of tenants said that they would recommend Wesley Community Homes to family and 


friends as a good place to live. 
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190 SOCFAL SUPPORT: 


In order to guage social support that tenants have, tenants were asked who they would talk 
to if they were experiencing a personal problem. The question as read to tenants during the 


interview was: 


If you were having a problem, who is the first person you would talk to? (We are not 
looking for a name here, but would it be a family member, a friend, a doctor, or 


anyone else you might talk to?) 


The most common people tenants would talk to about a personal problem were family 
members and friends. A summary of the findings to this question are summarized below in 


Table 17. 


Table 17: Who Tenants Would Talk to About a Personal Problem 


| Person Percent 
Friend 


Member 
| Family Member or Friend 
| Depending on Problem 


| Supportive Housing ae 
Services Worker 
~ Social Worker Th | 
_ Nobody - deal with things 4% | 
myself | 
Counsellor 4% | 
God 4% 
_ Doctor 4% 
| Colleague 2 ta 
_ Wesley drop-in staff 2% 
Don't know ote 
_ Somebody in the building Br 


+| 
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Tenants were asked a few questions about their social interaction with other tenants. These 


questions and the responses are summarized in the Table 18 below. 


Table 18: Social Interaction Among Tenants 


Question 

Would you say you are 
comfortable with other 
tenants in the building? 
Do you socialize with 
other tenants in the 
building? 


Are there any social 
activities that you would 
like to see organized for 
tenants? 


19.1 Social Activities For Tenants 


Tenants who said “yes” to the question about wanting to see social activities being 


organized for tenants were then asked “What types of activities?”. 


The suggestions included: 


- activities for people living in satellite homes such as bowling or pool or going to a park 
- daycare centre for children 

- trips for children in the summer 

, day trips (suggested: Wonderland, Niagara Falls) 
- basketball net for older children 

- programs to help tenants with lifeskills 

- pool table 

~ more barbeques 

y exercise program 

- euchre club 

~ chess club 

- music lessons 

- cooking classes 

- movie nights 

sports nights (volleyball, basketball, baseball) 
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20.0 PHYSICAL HEALTH ISSUES 


All of the tenants surveyed were asked questions about physical health issues. Of the 54 


tenants surveyed, 


r 92% have a family doctor 

~ 33% are involved in mental health services or programs (counselors, psychiatrists or 
self-help groups) 

- 12% use supportive devices (scooter, cane, walker, grab bars, chair in shower) 


> 33% have a physical or health condition that may require a supportive device in the 


future (bad knees, epilepsy, arthritis, surgical improvements, problems with kneecaps or 


legs in the cold/damp weather, back trouble) 
> 6% said a supportive device would make it easier for them to get through their daily 


activities now (grab bars) 
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ZnO ROV HERS ESSUES 


At the end of the interview, tenants were asked if the,e were any issues they would like to 


talk about that had not been covered during the interview. The question which was asked 


was: 


Are there any issues or concerns that you have that we have not talked about yet? 


32% of respondents said yes. Other issues referred to were: 


> Elgin Street should have a slower speed zone due to children playing out front of 
townhouses 

> Other children coming to playground who are not respectful of rules 

> Townhouses feel alienated from building, can't use pop machine 

> Need to focus more on townhouses 

> Noramp at front entrance for wheelchair 

> Back wheelchair ramp often blocked by trucks using loading zone 


~ Five night limit for overnight guests is too short 


~ So many changes in Supportive Housing Services Workers in the last 3 years, prevents 


trust from being built 


~ Too many Supportive Housing Services Workers and not enough work done for the 
tenants 
~ Policy re: no air conditioners in front room (brackets or trough) 


- Odours in elevators (install automated air freshener) 


- Formula for raising rent when income increases (one tenant in shared accommodations 


very frustrated that rent was increased when he found employment yet he's still in 


shared accommodations when he had requested a bachelor apartment - he realizes there 


iS a waiting list but wonders how he will ever be able to save first and last months rent 


for a bachelor apartment with his rent being increased so quickly and substantively ) 


- Supportive Housing Services Workers have become increasingly inaccessible - it was 
suggested to move their office back to the front entrance as opposed to having it 
behind locked doors where the only way they be reached is by phone 


- Isolation of some tenants living in the building 


~ Security staff not experienced enough 
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22.0 FINDINGS FROM OPEN FORUM WITH TENANTS 


Once the interviewing was complete, an open forum or discussion group was scheduled to 
present the findings to the tenants and provide them with an opportunity to agree/disagree 
with and/or add to the findings. As with the notice for the interviewing, a flyer advertising 
the discussion group (Appendix 3) was posted on bulletin boards in the building and 


distributed to the mailboxes of tenants living in the townhouses and satellite homes. 


The discussion group was held on Tuesday June 20 1999, from 7:00 pm - 8:30 pm in the 
chapel of the apartment building at Wesley Community Homes, 195 Ferguson Ave North. The 
interviewer facilitated the discussion group and was accompanied by a notetaker. There 
were no management or Supportive Housing Services staff present. Ten tenants took part in 


the discussion group. 


The discussion group was structured with overheads showing the findings from the tenant 
survey. Tenants were encouraged to add to or comment on the findings without embarking on 


in-depth discussions of the issues. 


A summary of comments made and new issues brought forward follows. 


22.1 Response Rate 


One tenant asked how the response rate obtained on the survey compared to the accepted 


standard for research. 


22.2 Smoking Room 

The tenants present at the discussion group (most of whom were smokers) responded to the 
findings about the smoking room by noting that the ventilation system in the room is up to 
standards and that there are never more than six or seven people smoking in the room at one 
time. 


eS 
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22.3 Front Entranceway 


When the finding about the lack of wheelchair accessibility and the steep front step was 
brought forward, one tenant added that they have been asking for something to be done 
about the steep step out front for three years now. This tenant reported that someone had 


fallen over the step. 


22.4 Playground Area 


It was suggested that the trees in the playground be completely removed as they serve no 


function and decrease safety in the area. 


22.5 Front Area - Benches 

Concern was expressed relating to the suggestion to install benches at the front entrance to 
the apartment building, the concern being that having benches there would encourage clients 
from the drop-in to loiter around the apartment building entrance. A new suggestion made 


was to have some form of enclosed seating put at the front entrance. 


22.6 Supportive Housing Services 

The tenants at the discussion group were very clear that the Supportive Housing Services 
are already optional (this was a suggestion for improvement from the survey findings) 
however, they were equally clear that it is not explained well to tenants that the services 
are optional and can be refused. It was agreed that there needs to be clear communication 


about “who does what around here". 
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22.7 Tension 

A lengthy discussion took place about what tenants perceive as conflicting tension between 
Wesley Urban Ministries and Wesley Community Homes. This discussion stemmed from a 
tenant's question about why the survey included questions about services provided by Wesley 
Urban Ministries when the survey was for Wesley Community Homes. Tenants present at the 
meeting made it very clear that they feel their interests as tenants of Wesley Community 
Homes are very different from those of Wesley Urban Ministries. They voiced a desire for 
an organization completely independent of Wesley Urban Ministries to take over 
management of the apartment building. It was suggested that a change in name would bea 
very good start. Tenants provided many examples of being grouped in as part of the drop-in, 
in the eyes of the media and their-own friends and families. It was noted that the Board of 
Wesley Community Homes has taken no action to clarify the confusion between the two 


organizations. 


Tenants also indicated that this political tension is part of the problem with the Supportive 
Housing Services as they are hired and managed by Wesley Urban Ministries. One tenant 
spoke of frustration in being told by management to take a noise complaint to a Supportive 
Housing Worker, the frustration stemmed from the fact that they saw the issue as a 


management issue, not a social issue. 
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23.0 DISCUSSION OF FINDINGS 


Through our tenant survey and open forum, the SPRC was able to give tenants a voice and 
written record of perspectives and opinions on various aspects of living at Wesley Community 


Homes. 


Our survey gave tenants the opportunity to rate their level of satisfaction with specific 
aspects of living at Wesley Community Homes using a five-point scale. Tenants were asked 
their opinions about the building itself (layout, their own unit, cleanliness, feelings of safety, 
grounds), the management of the building, Supportive Housing Services services, the 


Tenants’ Association, and any other issues they might have. 


After rating their satisfaction with a specific aspect of living at Wesley Community Homes, 
tenants were asked to identify any areas which they felt could be improved. Tenants were 


also asked to provide any suggestions they had for improving these areas. 


Many of the issues raised by tenants emerged again and again throughout different sections 
of the survey, and during the open forum. Specifically, tenants repeatedly identified issues 
and concerns around the drop-in, Supportive Housing Services , and the tensions between 
Wesley Urban Ministries and Wesley Community Homes. These should be considered 


priority issues, as they were the most significant to tenants. 


The following discussion will provide a brief summary of tenant satisfaction with various 
aspects of living at Wesley Community Homes. Detailed findings are contained in the body 
of the report, including suggestions from tenants on how things might be improved. We will 


also elaborate on priority issues, summarizing the perspectives and opinions of tenants. 


Overall, tenants reported high levels of satisfaction with living at Wesley Community Homes. 
This is evident in the graph below which shows the number of tenants who rated their 
satisfaction as "high" for each component. 
nn nee 48 
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Figure 9: Tenant Satisfaction with Different 
Aspects of Living at Wesley Community Homes 
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Tenants were very satisfied with the buildings in which they live. The majority of tenants 
(over 90%) reported being very satisfied with the cleanliness of the building, the layout of 
the building, the safety inside the building and their own unit. Also rated high on the 
satisfaction scale by over 80% of the tenants were the grounds around the building and how 


well the building is run. 


The Tenants’ Association and safety outside the building received more mixed ratings, with 
only 74% of tenants scoring the Tenants’ Association high on the satisfaction scale and ony 


62% scoring safety outside the building high on the satisfaction scale. 


In terms of priority issues, the Wesley Drop-In Centre was mentioned by tenants in 
reference to the general layout of the building, their own unit, the cleanliness of the 
building, the safety inside and outside the building and the grounds around the building. 
While some tenants felt very strongly about the need to either move or close the drop-in 
many of the tenants made comments which indicated an understanding for the need for *-e 


drop-in, with constructive suggestions for improvement. 


a. - +9 


The Social Planning & Research Council of Hamilton Wentworth 
Tenants Survey - Wesley Community Homes - Spring 1999 


Some of the more frequently occurring suggestions included changing the entrance to the 
drop-in, strategies to decrease the occurrence of drop-in clients hanging around outside the 
drop-in entrance and strategies to increase the cleantiness around the entrance to the drop- 
in. At the open forum, many of the tenants present contributed to a lengthy discussion which 
revealed their frustration at being associated with the drop-in. It was clear that they would 
like the apartment building to be managed by an organization "completely independent of 


Wesley Urban Ministries", "a change in name would be a good start." 


Issues tenants had about Supportive Housing Services also emerged through out various 
sections of the survey. The issues identified most often by tenants include: lack of 
understanding around the role of Supportive Housing Services Workers, inability to access 
Supportive Housing Services Workers and a sense that Supportive Housing Services are not 
optional. Tenants referred to numerous changes in staff (both in Supportive Housing 
Services and Wesley Community Homes Management) and staff activities/responsibilities 
which they attributed to different directives from Wesley Urban Ministries and Wesley 
Community Homes. As one tenant summarized the issue, "we need to know who does what 


around here." 


Tensions arising from what tenants perceive as conflicting agendas of Wesley Urban 
Ministries and Wesley Community Homes were identified by tenants when they were 
discussing the Tenants’ Association, when they were asked about other issues, and during 


the open forum held to discuss the findings from the survey. 


At the open forum tenants asked why the Wesley Community Homes Survey included 
questions about the services provided at the drop-in. They cited this as an example of the 
conflicting tensions between Wesley Urban Ministries and Wesley Community Homes. The 
tenants were quite adamant that they see themselves as completely separate from Wesley 
Urban Ministries and indicated that they resented the questions about the drop-in services 
being included on their survey. They felt that they "were being used to help Wesley Urban 


Ministries justify the drop-in." 
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Wesley Community Homes 


Tenant Survey 
Spring 1999 


Dear Tenant, 


The Social Planning and Research Council of Hamilton-Wentworth has been hired by the 
Management and Board of Directors of Wesley Community Homes to find out what types of 
concerns or issues tenants might have. This survey will give you the chance to voice any 
opinions you might have about any part of the building and grounds, the management of the 
building or just about life at 195 Ferguson. 


This is an opportunity for you to get your issues on the table, and help the management and 
Board of Directors to understand where changes could be made. Anything you say will be 
completely confidential. The final report will NOT include the names of tenants. 


This survey is voluntary, so you may choose not to participate. If you do participate (and we 
hope you will!), you can pass on answering any questions you feel uncomfortable with, and 


still be part of the survey. 


There are a few different kinds of questions we want to ask you. For example, some of the 
questions will ask you to rate something, like how safe you feel in the building, on a scale from 
1 to 5. Other questions, you can answer with a simple “Ves” or “No”. Finally, you will have a 
chance to list your concerns or issues, in your own words, and give any suggestions you might 
have on how things should change. 


Thank you for your Participation! 


For further information or if you have any question regarding the attached survey 
please contact 
Mark Fraser, Social Planning & Research Council of Hamilton-Wentworth 
at (905) 522-1148 ext. 318. 


cy a 
ee 

a 

_ 7 ib ; 
a or : 1.060) a® ei > 
haat eam, ee a | 


The Building and Grounds 


|. On ascale from 1 to 5, 1 being not happy and 5 being very happy. how happy are you with the general 
layout of the building? (Including things like the location of common rooms. laundry rooms, offices, exits, 
entrances, the front lobby. the garage, or any other parts of the building) 


Oe a ee Se oe Bee 
Not Happy Very Happy 
Are there certain parts of the building that could be made better? D0 Yes No 


If “No”: go to question 2 


Which parts could be made better? 


a. 
b. 
C 
How could they be made better? 
a. 
b. 
o 
a On ascale from 1 to 5, 1 being not happy and 5 being very happy. how happy are vou with your 
own unit? 
| 2 3 4 5 
Not Happy Very Happy 
Are there certain things in your unit that could be made better? 1 Yes O No 
If “No”: go to question 3 
Which things could be made better? 
a. 
b. 
x 
How could they be made better? 
a. 


(@} 


On ascale from 1 to 5, 1 being not happy and 5 being very 


clean the building is? 


2 3 4 5 
Not Happy Very Happy 


Are there certain areas of the building that could be kept cleaner? 
If “No”: go to question 4 


Which areas could be kept cleaner? 


’ happy. how happy are you with how 


OG ves 0 no 


On ascale from 1 to 5, 1 being not safe and 5 being very safe, how safe do you feel when you are 


inside the building? 


1 
Not Safe 


to 
Le) 


: ee: 
Very Safe 


Are there certain parts of the building where you sometimes don’t feel safe? 


If “No”: go to question 5 


Which parts? 


O Yes CJ No 


How could they be made safer? 


1S) 


Nn 


On ascale from 1 to 5, 1 being not safe and 5 being very Safe. how safe do you feel when you are 
outside the building? 


| 4 


3 4 5 
Not Safe Very Safe 


Are there certain areas outside the building where you don't feel safe? O ves 0 No 
If “No”: go to question 6 


Which areas? 


How could they be made safer? 


On ascale from 1 to 5, 1 being not happy and 5 being very happy. how happy are vou with the 
grounds around the building? 


| 3, 


4 5 
Not Happy Very Happy 


t 
we) 


Are there certain areas around the building that could be improved? 1 YesONo 
If “No”: go to question 7 


Which areas? 


How could they be improved? 


Management 


io) 


On a scale from | to 5, 1 being not very well and 5 being very well. how well do you think the 
building ts run? 


| 2 3 4 5 


Not Very Well Very Well 
Are there certain things that might be run better? wy Yes O No 


If “No”: go to the next section 


Which things might be run better? 


How could they be improved? 


Tenants Association 


9. 


Do you attend Tenants’ Association meetings? a, Yes =) No 


If “No”: why not? 


Ona scale of 1 to 5, 1 being not good and 5 being very good. how good do you feel the Tenants 
Association is at helping tenants’ with their issues and concerns” 


| se 3 = 5 


Not Good Very Good 


Are there certain things about the Tenants’ Association that could be made better? Tyes No 


If “No”: go to the next section 


What things could be made better? 


How could they be made better? 


OQ 


Support Services 


10. Please read the following list of programs and services that are offered through the Wesley Centre. We would 
like to know two things. First, do you know about the service, and second, whether or not you have used the 
service: 


Are you aware that the drop-in has the following programs: 


Reading Program 
TYes ONo If “Yes”: Have you used this service O Regularly 0 Occasionally 0 Never 


Sunday Service 
VYes ONo If “Yes”: Have you used this service OC Regularly 0 Occasionally O Never 


Sunday Dinner 
VYes ONo If “Yes”: Have you used this service © Regularly O Occasionally O Never 


Clothing Store 
VYes ONo If “Yes”: Have you used this service © Regularly 0 Occasionally 0 Never 


Emergency Meals 
VYes JNo If “Yes”: Have you used this service G Regularly 9 Occasionally 0 Never 


Emergency Service Workers 
JDYes JNo If “Yes”: Have you used this service O Regularly 0 Occasionally 0 Never 


Telephone Service 
JVYes ONo If “Yes”: Have you used this service © Regularly 0 Occasionally 0 Never 


Haircutting Service 
JVYes DNo If “¥es”: Have you used this service © Regularly 0 Occasionally 0 Never 


Street Health Clinic 
VYes JNo If “Yes”: Have you used this service OC Regularly 0 Occasionally O Never 


A Are you aware that the following programs are offered off-site? 


KirkKendale-Strathcona Multicultural Programs 
TYes INo If “¥es": Have you used this service OD Regularly © Occasionally O Never 


Christmas Store 
OYes ONo If “¥es”: Have you used this service O Regularly 0 Occasionally O Never 


(ea Are you aware that the following programs are offered through the housing support workers? 


Emergency Bus Ticket Program 
OYes ONo If “Yes”: Have you used this service OC Regularly © Occasionally 0 Never 


Chiropractor 
O Yes ONo If “Yes”: Have you used this service OC Regularly 0 Occasionally 0 Never 


is. Are there certain things that you sometimes have trouble doing on your own? Oo Nes 8, No 


If “Yes”: What kinds of things? 


a. 

b. 

C 

14. Each tenant has access to Housing Support Services. How often do you use Housing Support Services? 
© Regularly GO Occasionally O Never 
If “Never”: Why not? 

a. 

b. 

G. 

(S., What types of things are important to you about Housing Support Services? 

a. 

b. 

eC 


*%. 


10. Are you currently involved in any programs or services outside Wesley Community Homes and the Wesley 


Centre? Oves 0 No 


If “Yes”: Which programs and services? 


jor) 


we If you were having a personal problem, who is the first person vou would talk to? (It does not have to be 
someone from the building, it could be a friend, a relative. a doctor. etc.) 


Social Life 

Now | would like to talk a bit about your life here at Wesley Community Homes: 

18. How long have you lived here? 

19. Would you say that your life has improved since you moved in? O Yes No 


If “Yes”: In what ways? 


a. 

b. 

oe 

20, Would you say that you are comfortable with other tenants in the building? Mvyes No 

21. Do you socialize with other tenants in the building? [TYes MINo 

45 eae ee L 4 ; 9 {Jy (IN 

am) Are there any social activities that you would like to see organized for tenants” Ves No 
If “Yes”: What types of activities? 

a. 

b. 

¢: 

25e Would you recommend Wesley Community Homes to friends and family as a good place to live? 


TvYesO No 


Physical or Health Issues 


Now | would like to talk about any physical or health related issues vou might have: 


24. Do you have a family doctor? OYesONo 

aS) Are you involved with any mental health services or programs’ (like counselors. psychiatrists or self-help 
groups) 0 Yes No 

26. Do you use supportive devices? (like a cane, a scooter. or grab bars in the bathroom) 2 Mies 7 No 


If “No”: Go to Question 27 


What type of supportive device? 


a. 

b. 

¢. - 

27. Do you have any physical or health conditions that may require a supportive device in the future? (like 
arthritis, multiple sclerosis, bad knees or hip) 0 Yes No 
If “Yes”: What type of conditions? 

a. 

b. 

ce 

28: Are there any types of supportive devices that would make it easier for you to get through your daily activities? 
Ol ves No 
What types of supportive devices? 

About You 


A couple of questions about vou: 


nO} How old are you? 


30. Gender CJ Male OJ Female 


Sn What is vour main source of income? 
O Employment 0 Social Assistance Benefits 
O Workers Compensation Benefits 0 Government Pension 


CJ Other (please specify) 


Is There Anything Else? 


Are there any issues or concerns that you have that we have not talked about yet? (B: Yes O No 


i) 
to 


If “No”: go to the end of the survey 


What are your concerns? 


How could they be improved? 


Thank you for your Participation! 
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Dear Tenant 


Wesley Community Homes has hired the Social Planning and 
Research Council to survey all tenants about their issues and 


concems. 


Marilyn and O.S. who work for the Social Planning and Research 
Council will be coming around to talk with you about living at 
Wesley Community Homes. It usually takes about 20 minutes and 


is completely voluntary. 
Times when Marilyn and O.S. will be coming around are: 


Thursday June 24" between 3:00 pm and 4:30 pm 
Friday June 25 between 1:00 pm and 3:00 pm 
Saturday June 26™ between 2:00 pm and 4:00 pm 


If these times are not good for you, please phone 
Marilyn at 628-9588. 
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TENANT SURVEY RESULT: 


DATE: TUESDAY, JUNE 297 1999. 
TIME: 7:00PM — 8:30PM 


PLACE: WESLEY COMMUNITY HOMES CHAPEL 


This is a great chance to talk 
about the findings from the 
survey with Marilyn 


Light refreshments will be served 


NOTE: FOR TENANTS IN THE TOWNHOMES, SOMEBODY WILL LET YOU IN 
THROUGH THE BACK DOOR OF THE BUILDING. 
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